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Abstract— The current study aims to measure the role of total quality management in enhancing healthcare 
services performance. The study was carried out at Jamhory hospital in Erbil, moreover, the researcher used 
a quantitative research method to test the developed research hypotheses. The researcher distributed 370 
surveys at different private and public hospitals; however only 356 surveys were filled and received back 
from the participants, therefore the sample size for the current study is 356 participants, moreover, the 
response rate is 356/370*100=96% response rate. To measure the influence of total quality management in 
enhancing healthcare performance, the study determined 9 dimensions of total quality management 
including (Information and analysis, Strategic Planning, Product quality, Patient focus, R&D strategy, 
Empowerment, Process management, Training and education, Management commitment). The findings 
revealed that the highest value was between information and analysis as TMP practice with healthcare 
service performance, on the other hand, the lowest value was among the relationship between patient focus 


and healthcare service performance. 
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I. INTRODUCTION 


In today's world, healthcare systems are of vital interest to 
hospitals at every level. This holds across all of our 
societies. In the long run, total quality management will 
come to be accorded an increasingly significant role and 
dependence in healthcare systems. As a result of this 
growing significance, which is also reflected in the growing 
proportion of national and international resources for both 
the private and public sectors that are being allocated to 
hospital management systems, TQM is being gradually 
implemented in hospitals and other types of healthcare 
organizations all around the world to cut costs, enhance 
efficiency, and increase the level of care that is provided to 
patients (Abbas, 2020). It is a common misconception that 
the TQM movements were the first to raise concerns about 
the quality of healthcare. At that time, the implementation 
of nutrition, sanitation, and infection control initiatives in 
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war hospitals contributed to a reduction in the death rate 
from 43 per cent to 10 per cent. These initiatives are the 
roots of quality assurance initiatives in healthcare 
(Gunasekaran et al. 2019). TQM has the potential to play a 
significant role in the competitive strategy employed by 
hospitals. Therefore, Total Quality Management (TQM), 
which focuses on increasing the level of customer 
satisfaction, presents the opportunity for increased market 
share as well as increased profitability. 


TQM has the potential to play a significant role in the 
competitive strategies developed by hospitals to improve 
the quality of healthcare delivery systems. 


Hospitals that operate in highly competitive markets are 
more likely to make an effort to separate themselves from 
their rivals based on providing higher-quality services 
(Alsyouf et al., 2021). Therefore, TQM is a strategy that 
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integrates internal quality measures with value analysis and 
compliance to specifications. This strategy plays a major 
emphasis on increasing the customer satisfaction index, 
which provides the opportunity for greater growth. Direct 
medical services like diagnoses, medications, surgery and 
treatment are examples of acceptable quality services. 
Acceptable quality services also include indirect operations 
like administration and purchasing, the expenses of which 
are represented in the price that the consumer pays. It may 
also include total quality of performance, which is directly 
related to healthcare safety and security, the attitude of 
nursing staff, and the role of doctors in terms of "time," 
which includes appointment time, delay time, service time, 
and timing concerning medical treatment and surgery 
(Shafiq et al., 2019). 


As a consequence of this, throughout the past three decades, 
a great number of healthcare organizations have adopted the 
TQM philosophy to improve the overall quality of 
healthcare (Hamid et al., 2019). The application of sound 
TQM principles has the advantage of assisting medical 
facilities in determining first and foremost the needs of 
patients; secondly, in providing accurate healthcare 
services; thirdly, in establishing benchmarks for the most 
effective practices; and finally, in enhancing the operation 
of general medical procedures. Since Kurdistan's Ministry 
of Health (MoH) regards the enhancement of healthcare 
quality as an essential component of the overall procedure 
of nation-building, the country of Kurdistan, which is 
classified as a developing nation with a lower middle 
income, has now arrived at the TQM implementation stage 
in the provision of healthcare services. TQM is recognized 
as a worldwide strategic managerial principle in the 
literature. This has the advantage of resulting in improved 
overall firm performance, increased customer satisfaction, 
superior employee focus, and motivation, and decreased 
operational waste. In addition, TQM is recognized as a 
worldwide strategic management principle. As a result, total 
quality management is now recognized as a strategy for 
improving the efficiency and effectiveness of public 
healthcare delivery activities all over the world. Numerous 
medical facilities throughout the world are reverting to the 
adoption and implementation of efficient TQM concepts to 
reduce their overall operating expenses and enhance the 
overall quality of the healthcare services they provide to 
patients (Aladwan et al., 2021). 


In the modern world, hospitals of every level are very 
interested in various healthcare delivery methods. This is 
the case in every one of our cultures. Total quality 
management will, with time, grow to be granted an 
increasingly substantial function and dependency within 
healthcare systems. . It is a widespread misunderstanding 
that the TQM movements were the pioneers in bringing 
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attention to issues about the quality of medical treatment. 
These activities serve as the foundation for quality 
assurance efforts in the healthcare industry. TQM may end 
up being an important component of the strategic plan that 
hospitals use to compete (Ahmed et al., 2021). Therefore, 
Total Quality Management (TQM), which centres on 
improving the level of customer satisfaction, provides the 
chance for greater market share as well as higher 
profitability. This is because TQM is focused on increasing 
the level of customer satisfaction. 


TQM has the potential to play a big part in the competitive 
strategies that hospitals undertake to enhance the quality of 
healthcare delivery systems. This potential exists because 
TQM is capable of playing such a role. It is more probable 
that hospitals that operate in highly competitive 
marketplaces would attempt to differentiate themselves 
from their competitors by delivering services of better 
quality to stand out in their respective markets. TQM is a 
strategy that blends internal quality measurements with 
value analysis and conformance to specifications (Alsawafi 
et al. 2021). As a result, TQM is also known as "quality 
management." This approach places a significant focus on 
elevating the customer satisfaction index, which creates the 
possibility for increased expansion. The provision of direct 
medical services such as diagnostics, prescriptions, surgical 
procedures, and treatments are all instances of services of 
acceptable quality. Services of an acceptable grade also 
comprise indirect activities such as administration and 
buying, the costs of which are reflected in the price that the 
user pays for the service (Sfreddo et al., 2021). 


As a direct result of this, throughout the last three decades, 
a significant number of healthcare organizations have 
implemented the TQM concept to enhance the standard of 
healthcare as a whole. The implementation of trustworthy 
TQM principles has the advantage of assisting medical 
facilities in determining first and foremost the needs of 
patients, secondly, in providing accurate healthcare 
services, thirdly, in establishing benchmarks for the most 
effective practices, and finally, in improving the operation 
of general medical procedures. Because the Ministry of 
Health in Kurdistan (MoH) views the improvement of 
healthcare quality as an essential component of the overall 
process of nation-building, the country of Kurdistan, which 
is categorized as a developing nation with a lower middle 
income, has now arrived at the stage of TQM 
implementation in the provision of healthcare services. This 
is the case even though Kurdistan is a nation that is still in 
the process of building itself up. 


In the literature, Total Quality Management (TQM) is 
referred to be a globally acknowledged strategic 
management philosophy (Sá et al., 2022). This has the 
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benefit of resulting in enhanced overall firm performance, 
higher customer satisfaction, superior staff attention and 
motivation, and lower operational waste. It also has the 
potential to boost employee concentration and motivation. 
In addition, TQM is widely acknowledged as a concept of 
strategic management all over the globe. As a direct 
consequence of this, comprehensive quality management is 
now widely acknowledged as a method for enhancing the 
efficacy and efficiency of operations related to the delivery 
of public healthcare in every region of the globe. A growing 
number of healthcare institutions all around the globe are 
resorting to the adoption and implementation of effective 
TQM ideas to lower their overall operating expenditures 
and improve the overall quality of the healthcare services 
they provide to their patients (Abu-Rumman et al., 2021). 


IL. LITERATURE REVIEW 
Total Quality Management 


The application of TQM has been the subject of a significant 
amount of research all across the world. Following an 
analysis of the existing relevant TQM literature, it was 
discovered that many researchers adopted various TQM 
definitions and frameworks based on their comprehension 
of TQM as well as the aims of the research that they were 
conducting. As a direct result of this, there is less agreement 
on what TQM is and what aspects make it up (Tortorella et 
al. 2021). As Moore and Brown point out, TQM can be 
understood in a variety of ways, but it is interesting to note 
that no single interpretation can adequately convey the full 
picture. TQM is said to be the embodiment of many 
concepts and ideas that are relevant to the quality area in a 
variety of circumstances. 


According to Mullins’ definition, TQM is a way of life for 
an organization that is devoted to the complete and ongoing 
satisfaction of its customers through the contribution and 
involvement of its people. A quality-centred, customer- 
focused, fact-based, team-driven, senior management-led 
approach to fulfilling an organization's strategic imperative 
through continuous process improvement is how Godfrey 
describes it as well. The term "total quality management" 
(TQM) was coined by Ramori et al. (2021), who described 
it as "a collection of strategies and processes used to 
decrease or eliminate variance from a production process or 
service delivery system to increase efficiency, reliability, 
and quality." Another definition of TQM that may be found 
in the Certified Manager of Quality/Organizational 
Excellence Handbook is that it is a management technique 
to achieve long-term success through the satisfaction of 
customers. The Chartered Quality Institute also defines 
TQM as a philosophy for managing an organization in a 
way that enables it to meet the needs and expectations of 
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stakeholders effectively without 
compromising ethical values. This definition can be found 
in the TQM section of the CQI website. According to the 
definition provided by the Department of Defense of the 


efficiently and 


United States, TQM is "a strategy for constantly improving 
performance at every level and in all areas of 
responsibility." From the several definitions shown above, 
it is clear that the concept of Total Quality Management 
(TQM) focuses on the ongoing improvement of quality 
concerns through the involvement of all parties involved, 
ultimately leading to satisfied customers and improved 
overall company performance (Fonseca et al., 2021). 


The Importance of TQM in Healthcare Systems 


The quality of health services encompasses a diverse range 
of dimensions, each of which is critical to consider. In the 
context of medical care, the providers of these services— 
doctors, hospitals, nursing homes, clinics, and the like are 
considered the sellers because they offer these services for 
sale at predetermined costs (Marimon et al., 2021). The 
customer or patient who purchases these health services at 
the prices that have been determined is known as the buyer. 
It may also include the quality of performance that is 
directly associated and closely tied to healthcare, such as the 
food, housing, safety, and security of the workplace, as well 
as the attitude of the employee and other aspects that arise 
in connection with hospitals and nursing homes. Therefore, 
the time it takes to make an appointment, the time it takes 
for services, and the timing concerning medical treatment 
and surgery are all factors to consider (Mosadeghrad, 2021). 


e The quality of the organization's leadership and 
management 

e The calibre of its medical staff 

e The standard of medical care provided in 
hospitals 


Information and Analysis 


The quality of the non-clinical aspects of care, primarily 
amenities and access to care, over which administrative 
leaders have the most control, is the primary focus of 
administrative leaders who are responsible for the 
operations of hospitals, clinics, and other healthcare 
delivery organizations (Mitropoulos, 2021). This is the 
primary concern of administrative leaders. It is, therefore, 
possible for the perspective of administrators on quality to 
differ from that of physicians and patients about issues of 
efficiency, cost-effectiveness, and equity. Efficiency and 
cost-effectiveness are of primary concern when it comes to 
the equitable distribution of resources. This is because 
administrators are responsible for ensuring that resources 
are spent where they will be able to have the greatest 
positive impact (Raut et al. 2021). 
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R&D Strategy 


In general, increasing investments in research and 
development within the healthcare sector contribute to 
improvements within sectors associated with health 
services. The strengthening of healthcare providers and 
organizations, as well as the healthcare system as a whole, 
technology, not only increases the quality of health care but 
also drives related industry growth and innovation (Javaid 
et al., 2021). Not only does business contribute to an overall 
improvement in the health of the general population, but it 
also drives national industries. To bring the healthcare 
industry back to life, it's not enough to just improve the 
quality of care growth in both economic competitiveness 
and output. The demand for skilled labour will contribute to 
the maintenance of a robust economy (Alsyouf et al., 2021). 
It will not only improve the overall health of the population, 
but it will also contribute to increased national 
competitiveness. Students are encouraged to pursue tertiary 
education to get higher degrees in this highly competitive 
atmosphere. The economy is rapidly expanding. The 
demand for competent labour will give rise to a competitive 
atmosphere that is both healthy and productive, and improve 
their level of education as well as their competence in a 
variety of technological fields (Iqbal et al., 2021). This will 
eventually result in a learner who wishes to further their 
education enrolling in post-secondary programs to get 
higher degrees, acquire more training, and a new generation 
of researchers and a technologically proficient workforce 
will build the foundation for a piece of new knowledge and 
experience in a variety of technological fields. This will 
usher in a fresh crop of academics and researchers, as well 
as a sustainable future built on research and development 
that will drive innovation. Improved conditions will also be 
enjoyed by the general populace. 


A workforce with a high level of technical expertise will be 
established, which will lay the foundation for a sustainable 
future based on R&D-led innovation (Chen et al., 2021). As 
a result of the development and implementation of cutting- 
edge medical technologies, people have an enhanced quality 
of life. In the course of this procedure, there is innovation. 
As a result of the technological advancements, regular 
people will also see an improvement in their quality of life. 
This will increase both the quality and quantity of not only 
the people working in research but also the advancements 
in medical technology that have been made available Both 
qualitative and quantitative analysis will be performed 
during this procedure. Individuals who are capable of 
dealing with and making the most of advanced 
technologies; individuals who are capable of making the 
most people who work in research, but also the people who 
can interact with and contribute to the study being done 
(Rojas-Lema et al., 2021). Those who are in the business of 
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producing health-related goods and who make the most of 
modern technologies to their advantage (Ammar et al., 
2021). 


Patient Focus 


The consumer is the ultimate arbiter of product quality. 
From the point of view of total quality management (TQM), 
every strategic choice that a healthcare institution makes is 
"consumer-driven." Companies focused on the customer 
measure the aspects that contribute to the consumer's 
pleasure. Many aspects of a customer's whole purchase, 
ownership, and experience, including the services they 
receive, contribute to the customer's sense of value and 
happiness. Also contributing considerably to the company's 
idea of quality is the reduction of errors and defects, as well 
as the elimination of the factors that lead to customer 
discontent (Rahman & Al-Borie, 2021). In addition, tools 
such as customer opinion surveys and focus groups can help 
understand the requirements and values of customers. 
Customer attention extends beyond the customer to include 
internal relationships; however, society is an important 
customer for businesses. It is important to do things related 
to business ethics, the health and safety of patients, the 
environment, and the sharing of quality standards across 
healthcare systems and communities (Hanaysha & Alzoubi, 
2022). 


Strategic Planning 


The process of strategic planning needs to be able to foresee 
some changes, including the expectations of customers; 
newly emerging opportunities; the development of 
advanced diagnostic technologies; an evolving patient care 
system; and societal expectations. A strong focus on the 
future and a commitment to building long-term 
relationships with important consumers, employees, 
doctors, nurses, suppliers, and members of the public and 
private communities are required to achieve leadership 
positions in quality healthcare service and healthcare 
delivery (Qayyum et al., 2021). The senior leaders serve as 
role models by encouraging leadership throughout the 
organization and reaffirming the organization's core values 
through their roles in planning, reviewing the healthcare 
quality performance, and making sure that staff members 
are working toward quality achievement (Shou et al., 2021). 


Training and Education 


The administration of every system and process should 
include ongoing efforts toward improvement. To attain the 
best possible level of performance, one must have a strategy 
that is clearly outlined and expertly implemented for 
ongoing learning and progress. Learning is the process of 
adapting to new circumstances, which can result in new 
objectives or methods. Improvements and continued 
education should be ingrained in the way that an 
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organization does business. If you want to keep getting 
better, you need to plan, carry out, and come up with new 
ideas regularly (Singh et al., 2021). 


Empowerment 


The expertise, abilities, and drive of an organization's 
workforce are becoming an increasingly important factor in 
determining the success of a healthcare institution. In the 
management of healthcare facilities, both individuals and 
departments are responsible for their work. Participating 
people in TQ work together in self-directed work teams, 
steering committees, and quality circles, among other types 
of team structures. The department wants to improve the 
efficiency of the system by getting people from different 
departments and roles to work together (Kaur et al., 2021). 


Process management 


Deming and Juran observed that the vast majority of quality 
issues are related to procedures, whereas only a small 
number are the result of individual employees' actions. It 
entails planning and administration of the actions necessary 
to attain a high level of performance in a process, as well as 
the identification of opportunities for enhancing the quality 
and increasing customer satisfaction (Camilleri, 2021). 


Product/ Sercices Quality 


The measures that are essential to provide appropriate 
confidence that a patient's services or safety will satisfy a 
particular need for quality are referred to as quality 
assurance and can be planned out or carried out 
systematically. This department is responsible for activities 
such as quality planning and control, continuous 
improvement, internal auditing, and reliability testing. In 
addition to that, it encompasses quality guidance and 
expertise, the training of staff members in quality, the study 
of customer diagnoses, treatment records, medical claim 
information, and patient liability cases (Mousa & Othman, 
2020). Management is accountable for defining, 
documenting, and providing support for the quality policy 
and quality manual, as well as performance, reliability, and 
safety. A quality manual is required to be documented as 
part of a quality manual system, which is defined as an 
assembly of components to implement quality management. 
These components include the organization's structure, 
responsibilities, procedures, and resources (Mannion & 
Davies, 2018). 


Management Commitment 


People in management positions don't appear to care about 
the formation of relationships between the management 
level and the members of the organization. These 
relationships are the means through which a manager may 
exert some positive effect on the conduct of the company's 
members (Ramli, 2018). The characteristics of the 
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leadership style in the organization are reflected in the 
characteristics of the strategic process, which includes the 
formulation, implementation, and monitoring of strategies 
in the business. For a company to be able to adapt to 
changing conditions and prevail in the face of new 
problems, managers need to take the initiative to make the 
necessary organizational adjustments and put those changes 
into effect (Bastas & Liyanage, 2019). On the other hand, 
businesses and their employees fight against these kinds of 
changes in a variety of ways. 


The majority of managers have a habit of taking into 
consideration several factors, such as the company profile, 
the orientation of top management, the goals and objectives, 
the internal and external variables, and other factors that 
appear to be key in determining whether or not strategies 
will be successful in the organization. However, issues 
about human factors are not taken into consideration. This 
includes learning how to manage people and building 
relationships between managers and people at lower levels 
of the organization. This is done to persuade and motivate 
people in the organization, whose help is needed to develop 
the strategy successfully (Bastas & Liyanage, 2019). 


Healthcare Services Performance 


Researchers of the highest calibre in the field of quality 
assurance, such as Deming, Juran, and Crosby, support the 
idea that complete quality implementation is positively 
correlated with organizational performance. When quality 
is improved, productivity goes up significantly, whereas a 
decline in quality results in a loss of a company's edge in the 
market. In addition, if the primary focus of the company is 
on producing high-quality goods, then the company's profits 
can be increased by an amount that is equal to five to ten per 
cent of its annual revenue. According to the findings of the 
researchers, there are a large number of firms that have been 
successful after implementing quality improvement efforts 
(Abdelaziz et al., 2018). 


Through a reduction in errors, a decrease in the cost of 
maintaining high quality, the elimination of customer 
complaints, and a reduction in overheads and costs 
associated with material handling, businesses have been 
able to save a significant amount of money. Both the 
subjective and objective aspects of an organization's 
performance can be taken into consideration when 
evaluating its overall effectiveness. When measuring the 
success of a company, researchers have the option of 
referring to either subjective or objective performance 
measurements. The paper presents advice for decision- 
makers concerning instruments for measuring the 
performance of businesses in terms of both financial and 
operational metrics. A select group of quality management 
criteria is responsible for determining the dimensions of 
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performance measurement. The principles of TQM have 
been shown to have a favourable correlation with the 
performance of organizations. If an organization's Total 
Quality Management is done right, it means that the 
organization's overall performance will get better 
(Kazancoglu et al., 2018). 


Information and Analysis 


International Journal of Advanced Engineering, Management and Science, 8(6) -2022 


Conceptual Research Model 


As shown in Fig. 1, the conceptual research model included 
ten constructs, in this research the TQM practices within 
healthcare considered nine constructs, namely information 
and analysis, strategic planning, product quality, patient 
focus, R&D strategy, empowerment, process management, 
training and education, management commitment, and 
healthcare services performance. 


Hl 


Strategic Planning 


| H2 


Product Quality 


H3 


Patient focus 


H4 


TQM Practices 


R&D Strategy 


Healthcare Services 
Performance 


Empowerment 


Process Management 


Training and Education 


Management Commitment 


Fig.1: Research Model 


Research Hypotheses 


H1: Information and analysis as TQM practice will have a 
significant and positive influence on performance 
improvement in healthcare services. 


H2: Strategic Planning as a TQM practice will have a 
significant and positive influence on performance 
improvement in healthcare services. 


H3: Product quality as TQM practice will have a 
significant and positive influence on performance 
improvement in healthcare services. 
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H4: Patient focus as TQM practice will have a significant 
and positive influence on performance improvement in 
healthcare services. 


H5: R&D strategy as TQM practice will have a significant 
and positive influence on performance improvement in 
healthcare services. 


H6: Empowerment as TQM practice will have a significant 
and positive influence on performance improvement in 
healthcare services. 
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H7: Process management as TQM practice will have a 
significant and positive influence on performance 
improvement in healthcare services. 


H8: Training and education as TQM practice will have a 
significant and positive influence on performance 
improvement in healthcare services. 


H9: Management commitment as TQM practice will have 
a significant and positive influence on performance 
improvement in healthcare services. 


HMI. RESEARCH METHODOLOGY 


The researcher used a quantitative research method to test 
the developed research hypotheses. According to the 
Kurdistan Region Statistics Office (Ministry of 
Planning/Kurdistan Regional Government), there are more 
than 133 private and public hospitals in the Kurdistan 
region, including more than 50 private and public hospitals 
in Erbil, more than 58 private and public hospitals in 
Sulaimaniah, more than 22 private and public hospitals in 
Duhok, and 3 private and public hospitals in Halabja as 
shown in below table: 


Table 1: Number of Hospitals (Public and Private) 


Locations Number of Hospitals 
Kurdistan Region 133 
Erbil City 50 
Sulaimaniah 58 
Duhok 22 
Halabja 3 


Furthermore, according to Kurdistan Region Statistics 
Office, each hospital has approximately 200 employees in 
general, this number varies based on the size of the 
hospital. Therefore, the population for the current study is 
200 employees * 50 hospitals = 10,000 employees. 
Moreover, based on sample size calculation, the sample 
size for the current study is 370 employees with a 
confidence level of 95% that the real value is within +5% 
of the measured/surveyed value. The researcher distributed 
370 surveys at different private and public hospitals; 
however only 356 surveys were filled and received back 
from the participants, therefore the sample size for the 
current study is 356 participants, moreover, the response 
rate is 356/370*100=96% response rate. To measure the 
influence of total quality management in enhancing 
healthcare performance, the study determined 9 
dimensions of total quality management including 
(Information and analysis, Strategic Planning, Product 
quality, Patient focus, R&D strategy, Empowerment, 
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Process management, Training and education, 
Management commitment). 


IV. RESULTS 

Reliability Analysis 

The researcher implemented reliability analysis to the 
values of Cronbach's Alpha for information and analysis 
as an independent factor, found to be .829 > .6 this 
indicates that the items used to measure the information 
and analysis factor were reliable, and the values of 
Cronbach's Alpha for strategic planning as an independent 
factor, found to be .770 > .6 this indicates that the items 
used to measure strategic planning factor were reliable for 
the current study, the values of Cronbach's Alpha for 
product quality as an independent factor, found to be .741 
> .6 this indicates that the items used to measure product 
quality factor were reliable for the current study. 


Table 2: Reliability Analysis 


Constructs Item Cronbach's 
N. Alpha 

Information and 7 829 
analysis 
Strategic planning 7 .770 
Product quality 7 741 
Patient focus 7 .726 
R&D strategy 7 727 
Empowerment 7 751 
Process management 7 855 
Training and 7 .835 
education 
Management 7 .180 
commotment 
Healthcare 10 1173 
performance 


The values of Cronbach's Alpha for equal opportunity as 
an independent factor were found to be .726 > .6 this 
indicates that the items used to measure the equal 
opportunity factor were reliable for the current study, and 
the values of Cronbach's Alpha for R&D strategy as an 
independent factor, found to be .727 > .6 this indicates that 
the items used to measure R&D strategy factor were 
reliable for the current study. The values of Cronbach's 
Alpha for Empowerment as an independent factor were 
found to be .751 > .6 this indicates that the items used to 
measure the empowerment factor were reliable. 


The values of Cronbach's Alpha for Process management 
as an independent factor were shown to be .855 > .6 this 
20 
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indicates that the items used to measure the process 
management factor was reliable. The values of Cronbach's 
Alpha for Training and education as an independent factor 
were found to be .835 > .6 this indicates that the items used 
to measure the Training and education factor was reliable. 
The values of Cronbach's Alpha for Management 
commitment as an independent factor were found to be 
.780 > .6 this indicates that the items used to measure the 
Management commitment factor were reliable for the 
current study, and the values of Cronbach's Alpha for 
Healthcare performance as a dependent factor, found to be 
.773 > .6 this indicates that the items used to measure 
Healthcare performance factor were reliable for the current 
study. However, the results revealed that all items used to 
measure the relationship between nine independent factors 
and dependent factors were reliable for the current 
research. 


Correlation Analysis 


The researcher attempted to find the correlation between 
nine independent variables and a dependent variable, 
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therefore the correlation analysis was implemented. It was 
found that the value of Pearson correlation for information 
and analysis = .521**> .0.01 therefore there is a positive 
and significant correlation between information and 
analysis and Healthcare performance, in terms of the 
strength it was found to be a moderate correlation. The 
value of Pearson correlation for strategic planning = 
.630** > .0.01, therefore, there is a positive and significant 
correlation between strategic planning and Healthcare 
performance, in terms of the strength it was found to be a 
strong correlation, the value of Pearson correlation for 
product quality = .414** >.0.01, therefore, there is a 
positive and significant correlation between product 
quality and healthcare performance, in terms of the 
strength it was found to be a weak correlation, the value of 
Pearson correlation for patient focus = .354** > .0.01, 
consequently, there is a positive and significant correlation 
between patient focus and Healthcare performance, in 
terms of the strength it was found to be a weak correlation. 


Table 3: Correlation Analysis 


Pearson I&A SP PQ PF E PM T&E MC HSP 
Correlation 1 
Sig. (2-tailed) 
I&A | Pearson Correlation 399%* | 1 
Sig. (2-tailed) .000 
SP Pearson Correlation .576¥** | 470** | 1 
Sig. (2-tailed) .000 .000 
PQ Pearson Correlation 347** | .389** | 365** | 1 
Sig. (2-tailed) .000 .000 .000 
PF Pearson Correlation .632** | 696** | 615** | 611** | 1 
Sig. (2-tailed) .000 .000 .000 .000 
E Pearson Correlation A34** | S56** | 419** | .793** | 673** | 1 
Sig. (2-tailed) .000 .000 .000 000 000 
PM Pearson Correlation .561** | .753** | .547** | .634** | .772** | .730** | 1 
Sig. (2-tailed) .000 .000 .000 000 .000 000 
T&E | Pearson Correlation .757** | 672** | S48** | .179** | 492** | 2990%* | 565** | 1 
Sig. (2-tailed) .000 .000 .000 000 000 .000 000 000 
MC | Pearson Correlation T78** | ASS** | 571** | 244** | .504** | .308** | .437** | .644** | 1 
Sig. (2-tailed) .000 .000 .000 000 000 000 000 000 000 
HSP | Pearson Correlation 21** | .630** | 414** | .354** | 662** | 443** | 601** | .533** | .522 
Sig. (2-tailed) .000 .000 .000 000 000 000 000 000 000 


**, Correlation is significant at the 0.01 level (2-tailed). 


N= 356 
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The value of Pearson correlation for R&D strategy = 
662**> .0.01, therefore, there is a positive and significant 
correlation between R&D strategy and Healthcare 
performance, in terms of strength it was found to be a strong 
correlation. The value of Pearson correlation for 
empowerment = .443** > .0.01 therefore there is a positive 
and significant correlation between empowerment and 
Healthcare performance, in terms of the strength it was 
found to be a weak correlation, the value of Pearson 
correlation for process management = .601** > .0.01, thus, 
there is a positive and significant correlation between 
process management and healthcare performance, in terms 
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of the strength it was found to be a strong correlation, the 
value of Pearson correlation for training and education = 
.533**> .0.01, thus, there is a positive and significant 
correlation between training and education and healthcare 
performance, in terms of the strength it was found to be a 
moderate correlation. 


The value of Pearson correlation for management 
commitment =.522** >.0.01, hence, there is a positive and 
significant correlation between management commitment 
and Healthcare performance, in terms of strength it was 
found to be a moderate correlation. 


Table 4: Model Summary 


Model Model Summary 
R R Square Adjusted R Square Std. Error of the Estimate 
.736a 542 538 33447 


a. Predictors: (Constant), Information and analysis, Strategic Planning, Product quality, Patient focus, R&D strategy, 
Empowerment, Process management, Training and education, Management commitment 


It was found that the value of R square = .542 this indicates that 54% of the variables have been explained. 
Table 5: ANOVA 


ANOVA 
Model Sum of Squares df Mean Square F Sig. 
1 Regression 129.814 14.424 128.933 .000b 
Residual 109.745 981 112 
Total 239.559 990 


a. Dependent Variable: Healthcare Performance 


lb. Predictors: (Constant), Information and analysis, Strategic Planning, Product quality, Patient focus, R&D strategy, 
Empowerment, Process management, Training and education, Management commitment 


It was found the value F = 128.933 and since the value is 
greater than .001, this indicates there is a positive 
association between variables used to test research 
hypotheses. 


The researcher utilized multiple regression analysis to find 
the most effective and suitable factors for increasing the 
level of healthcare performance in Kurdistan. It was found 


that the value of B for information and analysis =.448 >.001 
and P-value = .000, this indicated that there is a positive 
relationship between information and analysis and 
Healthcare performance, accordingly, the first research 
hypothesis was supported, and the value of B for strategic 
planning =.584 >.001 and p-value = .000, this indicated that 
there is a positive relationship between strategic planning 
and Healthcare performance. 


Table 6: Coefficients 


Model Unstandardized Standardized t Sig. 
1 Coefficients Coefficients 
B Std. Error Beta 
(Constant) .687 .104 6.617 .000 
Information & Analysis .448 .023 .521 19.213 .000 
Strategic Planning .584 .023 .630 25.509 .000 
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Product Quality 414 029 .414 14.336 .000 
Patient Focus .269 .023 .354 11.925 .000 
R&D Strategy .671 .024 .662 27.796 .000 
Empowerment .389 .025 .443 15.566 .000 
Process Management .571 .024 .601 23.659 .000 
Training & Education .446 .022 .533 19.831 .000 
Planning 

Management Commitment .497 .026 .522 19.274 .000 

a. Dependent Variable: Healthcare Performance 


The second research hypothesis was supported, the value of 
B for product quality = .414 >.001 and P-value = .000, this 
indicated that there is positive relationship between product 
quality and Healthcare performance, accordingly the third 
research hypothesis was supported, the value of B for 
patient focus = .269 >.001 and p-value =.000, this indicated 
that there is positive relationship between patient focus and 
healthcare performance, accordingly the fourth research 
hypothesis was supported, the value of B for R&D strategy 
= .671 >.001 and p-value = .000, this indicated that there is 
positive relationship between R&D strategy and healthcare 
performance, accordingly the fifth research hypothesis was 
supported, the value of B for empowerment = .389 >.001 
and p-value = .000, this indicated that there is positive 
relationship between empowerment and Healthcare 
performance, accordingly the sixth research hypothesis was 
supported, the value of B for process management = .571 
>.001 and P-value = .000, this indicated that there is positive 
relationship between process management and healthcare 
performance. 


Based on the results the seventh research hypothesis was 
supported, the value of B for training and education = .446 
>.001 this indicated that there is a positive relationship 
between training and education and healthcare 
performance, accordingly the eighth research hypothesis 
was supported, and the value of B for management 
commitment =.497 >.001 and p-value = .000, this indicated 
that there is a positive relationship between management 
commitment and healthcare performance, accordingly the 


ninth research hypothesis was supported. 


vV. Conclusion 


In conclusion, the study presented here has provided 
conclusive evidence to support the hypothesis that quality 
practices exert a considerable impact on the organizational 
effectiveness of hospitals. This research contributes to the 
private healthcare sector in Kurdistan by providing 
empirical studies that can act as a reference for future 
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studies. The findings revealed that the highest value was 
between information and analysis as TMP practice with 
healthcare service performance, on the other hand, the 
lowest value was between the relationship between patient 
focus and healthcare service performance. Even though 
there has been a limitation in the form of a lower 
participation rate from public hospitals in this survey, this 
research is still important. In addition, the shift away from 
poor quality practices and toward good quality practices, as 
well as the increase in organization performance, 
contributes significantly not only to the academic literature 
related to health-care quality but also to the methodological 
part, particularly in terms of making use of structural 
equation modelling analysis (Li et al., 2020). Therefore, it 
is recommended that further study broaden the scope of the 
investigation in terms of geography and include a greater 
number of hospitals, particularly public-sector ones. There 
is a considerable and favourable association between quality 
management techniques and the performance of an 
organization. Because the hospitals were hesitant to disclose 
the actual financials with us, we asked the hospital owners 
what they thought their objective and subjective 
performance was over the past three years. It's possible that 
the absolute performance measurements of public hospitals 
are available, which would boost the overall quality of the 
findings (Rehman et al., 2022). 


The literature and the perspectives of several different 
authors have been discussed, and our point of contention is 
that the most important success variables affecting TQM are 
leadership, communication, and employee involvement. 
Strong executives who are interested in implementing TQM 
can steer their organizations through challenging periods 
and contribute to the overall improvement of their 
organizations’ performance. In addition, communication 
between the highest levels of management and the lowest 
levels of employees is an essential component of the TQM 
implementation process. In addition, employee involvement 
is another important aspect of TQM's success (Khan et al. 
2020). Employees are the foundation of a business, and 
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implementation can only take place at the ground level. In 
the future, researchers can try to determine whether or not 
there is a connection between TQM and performance in a 
variety of regions and then compare the results to one 
another. 


REFERENCES 


[1] Abbas, J. (2020). Impact of total quality management on 
corporate green performance through the mediating role of 
corporate social responsibility. Journal of Cleaner 
Production, 242, 118458. 

[2] Abdelaziz, A., Elhoseny, M., Salama, A. S., & Riad, A. M. 
(2018). A machine learning model for improving healthcare 
services in a cloud computing 
environment. Measurement, 119, 117-128. 

[3] Abu-Rumman, A., Mhasnah, A., & Al-Zyout, T. (2021). 
Direct and indirect effects of TQM on the patients’ 
satisfaction and loyalty in the Jordanian health care 
sector. Management Science Letters, 11(2), 493-502. 

[4] Aceto, G., Persico, V., & Pescapé, A. (2018). The role of 
Information and Communication Technologies in healthcare: 
taxonomies, perspectives, and challenges. Journal of 
Network and Computer Applications, 107, 125-154. 

[5] Ahmed, S., Manaf, N. H. A., & Islam, R. (2021). Assessing 
top management commitment, workforce management, and 
quality performance of Malaysian hospitals. International 
Journal of Healthcare Management, 14(1), 236-244. 

[6] Al-Neyadi, H. S., Abdallah, S., & Malik, M. (2018). 
Measuring patient's satisfaction of healthcare services in the 
UAE hospitals: Using SERVQUAL. International Journal of 
Healthcare Management, 11(2), 96-105. 

[7] Aladwan, M. A., Salleh, H. S., Anuar, M. M., ALhwadi, H., 
& Almomani, I. (2021). The relationship among service 
quality, patient satisfaction and patient loyalty: a case study 
in Jordan Mafraq hospital. Linguistics and Culture 
Review, 5(S3), 27-40. 

[8] Albahri, O. S., Zaidan, A. A., Zaidan, B. B., Hashim, M., 
Albahri, A. S., & Alsalem, M. A. (2018). Real-time remote 
health-monitoring Systems in a Medical Centre: A review of 
the provision of healthcare services-based body sensor 
information, open challenges, and methodological 
aspects. Journal of medical systems, 42(9), 1-47. 

[9] Alsawafi, A., Lemke, F., & Yang, Y. (2021). The impacts of 
internal quality management relations on the triple bottom 
line: A dynamic capability perspective. International Journal 
of Production Economics, 232, 107927. 

[10] Alsyouf, I., Alsuwaidi, M., Hamdan, S., & Shamsuzzaman, 
M. (2021). Impact of ISO 55000 on organisational 
performance: evidence from certified UAE firms. Total 
Quality Management & Business Excellence, 32(1-2), 134- 
152. 

[11] Alsyouf, I., Alsuwaidi, M., Hamdan, S., & Shamsuzzaman, 
M. (2021). Impact of ISO 55000 on organisational 
performance: evidence from certified UAE firms. Total 
Quality Management & Business Excellence, 32(1-2), 134- 
152. 


This article can be downloaded from here: www.ijaems.com 


International Journal of Advanced Engineering, Management and Science, 8(6) -2022 


[12] Ammar, M., Haleem, A., Javaid, M., Walia, R., & Bahl, S. 
(2021). Improving material quality management and 
manufacturing organizations system through Industry 4.0 
technologies. Materials Today: Proceedings, 45, 5089-5096. 

[13] Assefa, Y., Gelaw, Y. A., Hill, P. S., Taye, B. W., & Van 
Damme, W. (2019). Community health extension program of 
Ethiopia, 2003-2018: successes and challenges toward 
universal coverage for primary healthcare 
services. Globalization and health, 15(1), 1-11. 

[14] Bastas, A., & Liyanage, K. (2018). Sustainable supply chain 
quality management: A systematic review. Journal of cleaner 
production, 181, 126-744. 

[15] Bastas, A., & Liyanage, K. (2019). Integrated quality and 
supply chain management business diagnostics for 
organizational sustainability improvement. Sustainable 
Production and Consumption, 17, 11-30. 

[16] Bastas, A., & Liyanage, K. (2019). Integrated quality and 
supply chain management business diagnostics for 
organizational sustainability improvement. Sustainable 
Production and Consumption, 17, 11-30. 

[17] Camilleri, M. A. (2021). Evaluating service quality and 
performance of higher education institutions: a systematic 
review and a post-COVID-19 outlook. International Journal 
of Quality and Service Sciences. 

[18] Chen, L., Li, T., & Zhang, T. (2021). Supply chain leadership 
and firm performance: A meta-analysis. International 
Journal of Production Economics, 235, 108082. 

[19] Fonseca, L., Amaral, A., & Oliveira, J. (2021). Quality 4.0: 
the EFQM 2020 model and industry 4.0 relationships and 
implications. Sustainability, 13(6), 3107. 

[20] Gunasekaran, A., Subramanian, N., & Ngai, W. T. E. (2019). 
Quality management in the 2lst-century enterprises: 
Research pathway towards Industry 4.0. International 
journal of production economics, 207, 125-129. 

[21] Hamid, S. R., Isa, S., Chew, B. C., & Altun, A. (2019). 
Quality management evolution from the past to present: 
Challenges for tomorrow. Organizacija, 52(3), 157-186. 

[22] Hanaysha, J. R., & Alzoubi, H. M. (2022). The effect of the 
digital supply chain on organizational performance: An 
empirical study in Malaysia manufacturing 
industry. Uncertain Supply Chain Management, 10(2), 495- 
510. 

[23] Iqbal, N., Jamil, F., Ahmad, S., & Kim, D. (2021). Novel 
blockchain-based integrity and reliable veterinary clinic 
information management system using predictive analytics 
for provisioning of quality health services. IEEE Access, 9, 
8069-8098. 

[24] Javaid, M., Haleem, A., Singh, R. P., & Suman, R. (2021). 
Significance of Quality 4.0 towards comprehensive 
enhancement in the manufacturing sector. Sensors 
International, 2, 100109. 

[25] Karmaker, C. L., Ahmed, T., Ahmed, S., Ali, S. M., 
Moktadir, M. A., & Kabir, G. (2021). Improving supply chain 
sustainability in the context of COVID-19 pandemic in an 
emerging economy: Exploring drivers using an integrated 
model. Sustainable production and consumption, 26, 411- 
427. 


24 


©2022 The Author(s). Published by Infogain Publication. 


This work is licensed under a Creative Commons Attribution 4.0 License. htt 


creativecommons.org/licenses/by/4.0, 


Ahmed et al. 


[26] Kaur, J., Kochhar, T. S., Ganguli, S., & Rajest, S. S. (2021). 
Evolution of Management System Certification: An 
overview. Innovations in Information and Communication 
Technology Series, 082-092. 

[27] Kazancoglu, Y., Kazancoglu, I., & Sagnak, M. (2018). A new 
holistic conceptual framework for green supply chain 
management performance assessment based on circular 
economy. Journal of cleaner production, 195, 1282-1299. 

[28] Khan, S. A. R., Zhang, Y., Kumar, A., Zavadskas, E., & 
Streimikiene, D. (2020). Measuring the impact of renewable 
energy, public health expenditure, logistics, and 
environmental performance on sustainable economic 
growth. Sustainable development, 28(4), 833-843. 

[29] Li, D., Zhao, Y., Zhang, L., Chen, X., & Cao, C. (2018). 
Impact of quality management on green innovation. Journal 
of cleaner production, 170, 462-470. 

[30] Li, X., Krumholz, H. M., Yip, W., Cheng, K. K., De 

Maeseneer, J., Meng, Q., ... & Hu, S. (2020). Quality of 

primary health care in China: challenges and 

recommendations. The Lancet, 395(10239), 1802-1812. 

[31] Mannion, R., & Davies, H. (2018). Understanding 

organisational culture for healthcare quality 

improvement. Bmj, 363. 

[32] Maphumulo, W. T., & Bhengu, B. R. (2019). Challenges of 

quality improvement in the healthcare of South Africa post- 

apartheid: A critical review. Curationis, 42(1), 1-9. 

[33] Marimon, F., Melao, N., & Bastida, R. (2021). Motivations 
and benefits of quality management systems in social 
services: mediation of the implementation process. Total 
Quality Management & Business Excellence, 32(7-8), 693- 
718. 

[34] Mitropoulos, P. (2021). Production and quality performance 


of healthcare services in EU countries during the economic 

crisis. Operational Research, 21(2), 857-873. 

[35] Moons, K., Waeyenbergh, G., & Pintelon, L. (2019). 

Measuring the logistics performance of internal hospital 

supply chains—a literature study. Omega, 82, 205-217. 

[36] Mosadeghrad, A. M. (2021). Hospital accreditation: The 

good, the bad, and the ugly. International Journal of 

Healthcare Management, 14(4), 1597-1601. 

[37] Mousa, S. K., & Othman, M. (2020). The impact of green 
human resource management practices on sustainable 


performance in healthcare organisations: A conceptual 
framework. Journal of Cleaner Production, 243, 118595. 

[38] Qayyum, S., Ullah, F., Al-Turjman, F., & Mojtahedi, M. 
(2021). Managing smart cities through six sigma DMADICV 
method: A review-based conceptual framework. Sustainable 
Cities and Society, 72, 103022. 

[39] Rahman, R., & Al-Borie, H. M. (2021). Strengthening the 
Saudi Arabian healthcare system: role of vision 
2030. International Journal of 
Management, 14(4), 1483-1491. 

[40] Ramli, A. H. (2018). Compensation, job satisfaction, and 
employee performance in health services. Business and 
Entrepreneurial Review, 18(2), 177-186. 

[41] Ramori, K. A., Cudney, E. A., Elrod, C. C., & Antony, J. 
(2021). Lean business models in healthcare: a systematic 


Healthcare 


This article can be downloaded from here: www.ijaems.com 


International Journal of Advanced Engineering, Management and Science, 8(6) -2022 


review. Total quality management & business 
excellence, 32(5-6), 558-573. 

[42] Raut, R. D., Mangla, S. K., Narwane, V. S., Dora, M., & Liu, 
M. (2021). Big Data Analytics as a mediator in Lean, Agile, 
Resilient, and Green (LARG) practices effects on sustainable 
supply chains. Transportation Research Part E: Logistics 
and Transportation Review, 145, 102170. 

[43] Rehman Khan, S. A., Yu, Z., Sarwat, S., Godil, D. I., Amin, 
S., & Shujaat, S. (2022). The role of blockchain technology 
in circular economy practices is to improve organisational 
performance. International Journal of Logistics Research 
and Applications, 25(4-5), 605-622. 

[44] Rojas-Lema, X., Alfaro-Saiz, J. J., Rodríguez-Rodríguez, R., 
& Verdecho, M. J. (2021). Performance measurement in 
SMEs: systematic literature review and research 
directions. Total Quality Management & Business 
Excellence, 32(15-16), 1803-1828. 

[45] Sá, J. C., Vaz, S., Carvalho, O., Lima, V., Morgado, L., 
Fonseca, L., ... & Santos, G. (2022). A model of integration 
ISO 9001 with Lean six sigma and main benefits 
achieved. Total Quality Management & Business 
Excellence, 33(1-2), 218-242. 

[46] Sfreddo, L. S., Vieira, G. B. B., Vidor, G., & Santos, C. H. S. 
(2021). ISO 9001 based quality management systems and 
organisational performance: a systematic literature 
review. Total Quality Management & 
Excellence, 32(3-4), 389-409. 

[47] Shafiq, M., Lasrado, F., & Hafeez, K. (2019). The effect of 
TQM on organisational performance: empirical evidence 


Business 


from the textile sector of a developing country using 
SEM. Total Quality Management & 
Excellence, 30(1-2), 31-52. 

[48] Shou, Y., Zhao, X., Dai, J., & Xu, D. (2021). Matching 
traceability and supply chain coordination: Achieving 


Business 


operational innovation for superior 
performance. Transportation Research Part E: Logistics and 
Transportation Review, 145, 102181. 

[49] Singh, N. S., Kovacs, R. J., Cassidy, R., Kristensen, S. R., 
Borghi, J., & Brown, G. W. (2021). A realist review assesses 
for whom, under what conditions, and how to pay for 
performance programmes work in low-and middle-income 
countries. Social Science & Medicine, 270, 113624. 

[50] Tortorella, G., Miorando, R., Caiado, R., Nascimento, D., & 
Portioli Staudacher, A. (2021). The mediating effect of 
employees’ involvement on the relationship between Industry 
4.0 and operational performance improvement. Total Quality 
Management & Business Excellence, 32(1-2), 119-133. 

[51] Wells, S., Tamir, O., Gray, J., Naidoo, D., Bekhit, M., & 
Goldmann, D. (2018). Are quality improvement 
collaboratives effective? A systematic review. BMJ Quality 
& Safety, 27(3), 226-240. 

[52] Wu, G., Hu, Z., & Zheng, J. (2019). Role stress, job burnout, 
and job performance in construction project managers: the 
moderating role of career calling. International Journal Of 
Environmental Research and Public Health, 16(13), 2394. 


25 


©2022 The Author(s). Published by Infogain Publication. 


This work is licensed under a Creative Commons Attribution 4.0 License. htt 


creativecommons.org/licenses/by/4.0, 


